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State of Rhode Island 

Department of Administration / Division of Purchases 

One Capitol Hill, Providence, Rhode Island 02908-5855 

Tel: (401) 574-8100   Fax: (401) 574-8387 

 

October 29, 2015 
 

ADDENDUM # 3 
  

RFP: 7549937 

 

Title: EOHHS HSRI Contact Center 
 

Bid Closing Date & Time: November 6, 2015 at 10:30 am (Eastern Time) 

     

      

 
 

Notice to Vendors  

 

 

Clarification: 

 
 
Regarding Questions/Responses #19, 32, 53, 103, 128, 130, and 176:  Each of these 

responses referenced attachments/exhibits that were not provided in the original response 

document.  The referenced information includes only one exhibit, which is now included 

in this document in support of responses to questions 103 and 130 only.  Responses to 

questions 19, 32, 53, 128 and 176 should not have included any reference to additional 

attachments/exhibits.  Please see revised responses below to all of these questions (19, 

32, 53, 103, 128, 130 and 176). 

 

 

 

 

 

 

David J. Francis 

Interdepartmental Project Manager 
 
Interested parties should monitor this website, on a regular basis, for any additional information that may be 

posted. 
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 Question 19: Please provide the average talk time. 

   

Answer to question 19:   The average talk time varies throughout the year.  

The current talk time is averaging at about 10-11 minutes per call.  As 

noted in the answer to question 32, average handle time is 17 minutes per 

call. 

 

Question 32:   What is the AHT associated with the call volumes that have been 

provided? 

Answer to question 32:  The AHT associated with the call volumes is a 

function of many factors. This is an average that varies throughout the 

year.  Currently, the handle time varies; with an average of 17 minutes.   

 

Question 53:   “The Contact Center will accept all incoming calls and route them 

to the appropriate internal CSR (using skill-based routing), external staff or other 

entities (e.g., Operations team(s) for Tier 2 support, SHOP support team, HSRI or 

EOHHS staff, brokers, carriers, in-person assisters and other parties designated by 

the state). The Center will provide services necessary to determine the purpose of 

the call and then determine the proper recipient for the caller. Expected inquiry 

types include: billing/payment, notices, renewals, enrollment, coverage issues, 

benefit questions, health plan selection, technical assistance, changes in 

circumstance, account updates, tax credit questions, 1095 inquiries, policy, 

complex case resolutions, and referrals to other agencies or programs.” 

Please describe how calls are presently handled by the incumbent vendor. Are 

there different teams to handle QHP, Medicaid and SHOP?  What is envisioned 

under this RFP (one team to handle all?)  What is the distribution of staff and call 

volume for each of these call types? 

 
Answer to question 53:  In relation to SHOP, per the RFP:  

It is important to note that the SHOP Contact Center component of these 

programs is not part of this procurement and is being procured and 

serviced separately from this procurement.   This structure does not 

prohibit RI from absorbing the SHOP Contact Center into the Contact 

Center resulting from this procurement at some future date. 

 

See question 52 on breakdown of call types, specifically that 2/3 of the 

call volume comes from our Medicaid customers.  We are currently 

transitioning to a model in which state staff from the Department of 

Human Services will provide Tier 2 support for certain Medicaid-eligible 

callers.  At this time, with the exception of SHOP calls which are handled 

by a dedicated team, all calls are handled by all representatives; skill-

based routing is not currently being utilized. The State is open to receiving 

proposals and recommendations on the best way to structure the contact 

center for optimal service and efficiency.   
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Question 103:   Please provide historical staffing volumes by month. Please 

describe the anticipated staff size at the time of vendor transition, February 1, 

2016. 

   
Answer to question 103:  The State is not providing historical staffing 

volume.  Additional enrollment data, which may or may not be useful to 

bidders, has been provided at the end of this document.  Anticipated 

staffing at February 1, 2016 will reflect both the end of Open Enrollment 

and any new vendor’s staffing plan and readiness.  As such, no staffing 

projection can be made at this time. 

 

Question 128:   Please provide the average call handling time (time spent by a 

CSR on each call on an average). This data is very important for us to estimate the 

number of CSRs required to handle the calls. 

 
Answer to question 128:  See questions 19 and 32.  

 

 

Question 130:  Please provide the approximate increase in call volume YoY. 

 
Answer to question 130:  Please see response to question 129.  The State 

is not providing any additional call volume data.  Additional enrollment 

data, which may or may not be useful to bidders, has been attached at the 

end of this document. 

 
Question 176:  Failure to meet any service level will result in a penalty as 

described in the following table. 

 Please provide the SLA performance for the incumbent over the past 12 months 

with the associated penalty dollars assessed 

 
Answer to question 176:  The State declines to answer this question. 

 
 

 

 

 

 

Regarding Questions/Responses #77, 115, 162 and 170 relating to the RFP response 

date:  The RFP due date is now November 6, 2015 at 11:00AM EDT. 

 

Regarding Question 126:  This question was not answered in the original response 

document.  The answer is - “Security guidelines are consistent federal regulations and 

state policy, but are not available to the general public. Upon contract award said 

guidelines will be disclosed to the vendor.” 
 

‘ 
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Individual    Market    Enrollment    

As of 2/23/15 2/28/15 3/7/15 3/14/15 3/21/15 3/28/15 4/4/15 4/11/15 4/18/15 4/25/15 5/2/15 5/9/15 5/16/15 5/23/15 5/30/15 6/6/15 6/13/15 6/20/15 6/27/15 7/4/15 7/11/15 7/18/15 7/25/15 8/1/15 8/8/15 8/15/15 8/22/15 8/29/15 9/5/15 9/12/15 9/19/15 9/26/15 10/3/15 10/10/15 10/17/15 

Total    Enrollments    

(Paid)    30,001    30,395    30,772    30,880    31,233    31,799    31,883    31,948    32,051    32,544    32,231    32,209    32,251    32,634    32,915    32,525    32,566    32,727    33,160    32,444    32,650    32,606    33,042    32,554    32,686    32,737    32,912    33,063    32,468    32,327    32,435    32,709    32,277    32,402    32,472    

Net New Enrollments   394 377 108 353 566 84 65 103 493 -313 -22 42 383 281 -390 41 161 433 -716 206 -44 436 -488 132 51 175 151 -595 -141 108 274 -432 125 70 

2015 % Weekly Growth   1.3% 1.2% 0.4% 1.1% 1.8% 0.3% 0.2% 0.3% 1.5% -1.0% -0.1% 0.1% 1.2% 0.9% -1.2% 0.1% 0.5% 1.3% -2.2% 0.6% -0.1% 1.3% -1.5% 0.4% 0.2% 0.5% 0.5% -1.8% -0.4% 0.3% 0.8% -1.3% 0.4% 0.2% 

2014 % Weekly Growth   -0.3% 0.4% 2.5% -0.8% -0.1% 0.2% 0.4% -0.6% -0.4% -0.5% 0.1% 0.8% -2.0% 0.0% 0.0% 0.8% 0.4% 0.0% 0.2% -1.8% 1.0% -3.2% -0.1% 0.1% 1.6% -1.5% -0.5% 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 0.0% 

HSRI    Enrollment    Update    [Data as of October    17,    2015]  

30,001    31,799    
32,231    32,915    32,444    32,554    32,468    32,277    32,472    
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Total    Enrollments    (Paid)    by    Week    

Start:    Special    Enrollment    Period    

SHOP    Enrollment     

SHOP    2015    to    Date:    through October 2015 Coverage Month         

Renewal Rate: 92% 

Growth Rate: 60% 

Individual    Enrollment 

Second week of October sees small net membership gain of 70 members 

591    members to meet CY 2015 target (1.8% net enrollment increase) 

• Net new enrollments this week: 70 

• Net new enrollments Special Enrollment Period to date: 2,471 

• Enrollment growth Special Enrollment Period to date: 8.2%    

Highlighted bars most closely approximate month end 

SHOP:&Renewal&and&Growth:&Covered'Lives

Coverage'Effective'Month Jan Feb Mar Apr May Jun Jul Aug Sep Oct 2015&to&Date

Renewing'Enrollment 514 95 164 234 233 130 178 90 158 335 2,131

Renewed 467 86 164 189 186 130 166 76 161 337 1,962

%'Renewed 91% 91% 100% 81% 80% 100% 93% 84% 102% 101%

New'Enrollment 460 171 165 126 30 77 173 121 100 133

92%

1,556

Total&Enrollment 927 257 329 315 216 207 339 197 261 470

Enrollment&Growth 82% 189% 107% 9% B4% 60% 90% 86% 40% 43%

3,518

60%

As of 10/17/15

Employers

Employees

Covered Lives 3,939

SHOP Total Current Enrollment

563

2,257

Sole Proprietor 123 22%

2-9 Employees 337 59%

10-25 Employees 90 16%

26-49 Employees 19 3%

Average Employees 
per Group

Groups with 2 or more employees
Employers 364 82%
Employees 1,935 89%

4.0

SHOP Employers by Size

Group size breakout based on employer census

SHOP Full Choice Model Enrolled

 
 


